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56710194: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: MANAGEMENT/ SEVICE/ LOYALTY/ PHOTO FRAME SHOP PATTAYA
PUNYAWEE SETTHANASIRI: SERVICE MANAGEMENT CONTRIBUTING
TO CUSTOMER LOYALTY: A CASE STUDY OF PHOTO FRAME SHOP IN PATTAYA.

ADVISOR: BANPOT WIROONRATCH, Ph.D. 80 P. 2015.

The study attempts 1) to compare demographic factors affecting loyalty of the
customers at a photo frame in Pattaya, 2) to study customer behavior to use the service at a
photo frame in Pattaya, and 3) to study marketing mix affecting customer behaviors on the
loyalty toward a photo frame in Pattaya. Subjects were 400 customers of a photo frame in Pattaya
whereas the research instrument was questionnaire. The statistics in the study were One-way
ANOVA and Multiple linear regression analysis (MRA).

The findings reveal that the customers with different demographic factors included
age, education, occupation and income had different loyalty toward a photo frame in Pattaya
whilst customers with different gender did not had different loyalty toward a photo frame in
Pattaya. The study on customer behavior in a photo frame in Pattaya shows that the different
customer behavior aspects included the frequency to use service and participants in making
decision had different loyalty toward a photo frame in Pattaya. The different purpose and the
reason to use the service did not have different loyalty toward a photo frame in Pattaya whereas
marketing mix had an influence on customer behaviors on the loyalty toward a photo frame in
Pattaya. It was found that three aspects of marketing mix including 1) product, 2) price and,

3) place had influenced the service management to establish customer loyalty to use the service
at a photo frame in Pattaya at the significant level of 0.05. The prediction of the customer loyalty
to use the service at a photo frame in Pattaya was 58.7 percent. In fact, the factor with the highest

percent was product and the lower ranks were price and place, respectively.
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A = Y J v [ Yy v A @
f1319N 4-24 !”LG?J‘]JL“VIfJ‘iJi'lthlﬂlmﬂﬁNﬂuﬂ’Uﬂ’NﬁJ%\1iﬂﬂﬂﬂ‘llﬁ]\igﬂﬂTﬁWuﬂi’t’J‘Ug‘iJLﬂJ@\‘]Wﬂfﬂ

nelafinanennuaaindng  neldnenen n X SD F Sig.
ANMNSTNANA @N3110,000 MM 23 380  0.84  7.67  0.000%*
10,000-20,000 121 3.67 0.82
20,001-30,000 84 4.02 0.81
30,001-40,000 32 423 0.77

E
40,001 vl 40 438 0.81

PRORY 300

A = 9 1 v W [T Y
MINA13 19N 4-24 wamsifFeuiieue lduanaNAuAUANUITIANAYEIgNAT

9 A @ o Y- Y o Y a 4
Sunsougiilowine Tassmunawseldlaesldnanmsnadeudromsinse
AU 5152UN19AYY One-way ANOVA (Analysis of variance) N3zaUTsd 1Ay 1a0a 0.05

1 1 g a Q 1 1 (=%}
Tumsnagouldnwu muvzdedudvesimnseugiiowinenasa 1 a1 sig. i

= Y [ 3}./ = Y 1a a @ 9 [ a
0.00 B31ioen 11 0.05 UuAL AU asauuaguvan (H,) uaz lavouiuauuagiusos (H,)
] Sij‘ A Y 1 o v v A FUN A o

WEANUN rense IauananiuanusnanavesgniiunsongUilioaineg

HANATAY

M3197 4-25 MafSeuiouanuuana ULV AANEIN AN NANAYDIGNM
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51uﬂiﬂﬂgﬂm€l\1w%ﬂ'l Iﬂﬂﬁ]uluﬂ@]'mﬁ“ﬂﬂ

sela Mn3110,000  10,000- 20,001- 30,001- 40,001 VN

1N 20,000 30,000 40,000 vl

#1131 10,000

UIMN -

P-value

10,000-
0.13079

20,000 -
(0.482)

P-value
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A1519% 4-25 (919)

s1elé @1n3110,000  10,000- 20,001- 30,001- 40,001 11N
1M 20,000 30,000 40,000 il
20,001- -0.22541 -0.35621 -
30,000 (0.242) (0.002)%*
P-value
30,001- -0.43003 -0.56082 -0.20461 -
40,000 (0.055) (0.001)** (0.229)
P-value
40,001 LN -0.58315 -0.71395 -0.35774 -0.15313 -
'l (0.007) (0.000)** (0.023)* (0.430)

MINA13 19N 4-25 HaMINadeUINoNS3 sUIREUANNIANANLLUTY NI

U

Taeldada LSD Nszautiodifay .05 Wua1 521319 10,000-20,000 Lag 20,001-30,000
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1AW NAPAUANAIAY 1Az 18 JATENIT 10,000-20,000 7111 30,001-40,000

[ v

1AW NAPAUANAIAY azI18 JATEHIT 10,000-20,000 111 40,001 VINUU 1)

2

v A 1

Y
1195 AR PALANA1Y taz18 1AT21 1 30,001-40,000 A1 40,001 VAT
AT nAuana1n Y Tags1eldsz1a1a 10,000-20,000 HaNuIsASNATTBENI 20,001-
Y
30,000 5992931 30,001-40,000 18z 40,001 Vmyu 11/ azs1eld 20,001-30,000
= (% o A Y U dy
1inuasnAnAlpenI 40,001 VALl
a d‘ a Y a d‘ 9 o ?x‘/ d’ 9 Y a
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yanandaimswlumsaaduly dagissasandnunlsusnmsiunseugiiveasine
A v Aa i‘ A o 9 = 1 a v v A k)
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Sunsougiilowimeanaieny aunsoteniluauuagiudes laaail
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iipaving liuanaianuy
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~ = o ¥ ] 9y a v v [ Y
AT NN 4-26 Llﬁ'fmmEJ‘iJfl]1u3uﬂiiﬂ!ﬂl1ﬁl%ﬂiﬂﬁlmﬂ@lNﬂuﬂ‘UﬂTﬂﬂJNiﬂﬂﬂﬂ“UfNQﬂﬂ1

Y A @
5']1!ﬂ5f]1]§1h1l@\3w7m']

snnunssiinadenineedning  snnunse n X SD F Sig.
ANNASTNANA a%ausn 71 378 0.795 11.049  0.000%*

2-3 f"l%ﬂ 92 3.73  0.820

4-5 939 42 3.88 0.787

6-10 A% 25 3.66 1.027

WINAN 70 448  0.686

10954

33U 300

A ~ o 3 A o Y a 1 v W
NNA13199 4-26 wamslFeuReuiiuiuasaitnlFusmsuanaaiuny
v o a vy A o o ° [ Y o
ANUITNANAYeIgnAIIUnsoug o sine Taeswunamimaunslaeldndanms
a 4
NATIUMIMIUATIEH ANNLUTYIIUNIGRE? One-way ANOVA (Analysis of variance)
A v o o W aa ) 1 1 Li’ a kY 9
Nszauriedinymeana 0.0s Tumsnaaenlanua Muvzdedumvesiunsouszil
A [ =0 . [ K% é Y U ?,‘, A Y 1a a [
ieaineaana li A1 Sig. 110U 0.00 Ferieeni 0.05 Hune IdUesaunAguvan (H,)
Y]
uag laeeuSuaNNATIUT0 (H,) Hu1en1u Siuauasesntn 1Fusmsuanaiany
v o A Y 9 A o v o
ANMWIsNANAveIgnAIIunsougiliowineana iy

]
' = (4 %

M15199 4-27 MafSeuiouaNuuana UL MINEIN AN NANAYEINA

1) q

Yy
v A

9 A @ o I3 y 9 Y a
51uﬂiﬂﬂgﬂm€l\1w%ﬂ'l TagwunmuuIuasIngnA I s Mg

U

‘511431«!?1%\1 ﬂ%ﬂ!ﬁﬂ 2-3 ﬂ%\‘l 4-5 ﬂ%\i 6-10 ﬂ%\‘l N1ﬂﬂ’j"l 10 ﬂ%\i
ﬂ%\‘ll!ﬁﬂ

P-value .

2-3 ﬂ%ﬂ 0.04960

P-value (0.695) _

4-5 ﬂ%ﬂ -0.09222 -0.14182

P-value (0.554) (0.342)
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A1319N 4-27 (91B)

‘511431!?\%\1 ﬂ%ﬁ!!ﬁﬂ 2-3 ﬂ%ﬂ 4-5 ﬂ%ﬂ 6-10 ﬂ%\‘i 3J1ﬂﬂ’j1 10 ﬂ%\‘i
6-10 ﬂ%ﬂ 0.12873 0.07913 0.22095 -
P-value (0.490) (0.661) (0.275)
11NN 10 ﬂ%ﬂ -0.69698 -0.74658 -0.60476 -0.82571 -
P-value (0.000)**  (0.000)**  (0.000)**  (0.000)**

INATNTN 4-27 HanmInado el ouisuANULANANLLUTUANY A

U

[

H Y 9
Tagl¥a0a LSD Nszauiiod 1Aty .05 wua1 ATsnAUNINN 10 AT IANNTNANG
v v
HANANNY A 2-3 A3 AUNINATT 10 ATI TANNIITNANAUANANAY 1Az 18 1A5E1nI1g
Y v
10,000-20,000 11 40,001 VINAU T innwesFninduana19nu uag 4-5 A5 AUMINNN
g‘l ds! =) cv v A 1 % g‘l % 1 g’/ = % v A
10 593111 TanwaesnAnfAuana1enu 1ag 6-10 A53 AULINNI 10 AT HAWIITNANA
1 [ 9 J a 1 g‘/ =\ v v a1 d‘ d‘
uana Ny Taen s 153NN 10 AT UANVIITNANAAURALUINNTA
a d‘ d’d 1 J U A &’ 1 v [ v A
AUUATIUN 2.2 YananldruswaaduladFouanaany ANuITNANA
Y v A o 1 o = I a aa Yo 2
Yoagna3unsouiiesine uanany awnso@ewiluauuagiuneada laaal
A ] v a i‘ 1 o [ Y
H,: yanantdiusudadulagounnaiany Ausnanavedgnm
9 A o ] 1 @
Funsougihilowine luuanaiann
A ' v a A 1 o v o A Y
H,: yananddiusudadulagouanaiany AusnanaveIgnm

$unseugiitfowine uanaany

d' = S U A g 1 U U % v A
AITNN 4-28 L'LEEJ‘]JWIEJ‘]J‘]J‘?‘IFIEWI?Jﬁ’Jui’Ji\lluﬂﬁﬁﬂﬁu‘li}“}iﬂlmﬂ@]NﬂUﬂ']Jﬂ’J"IiJﬁNiﬂﬂﬂWU@Q

Y

Y v A
aﬂmﬁmﬂsaugﬂmmwmw

G

yYanaNHaAaNINITNANG ynna n X SD F Sig.
AUTNANA ATOUATY 101 4.07 0.825 5206 0.002%*
ity 69 359 0819
Aause 39 405 0723
AU 91 4.00 0.897

77U 300
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d’ = tﬂ'd 1 1 v o Aa 1 v
1NAITINN 4-28 Nﬁﬂﬁllﬁ"(’J‘UWIﬂﬂuﬂﬂﬁﬂuﬁ’]l‘!i’nﬂuﬂﬁ@]ﬂﬁuﬁlmmﬂGINﬂ‘H
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ﬂ‘Uﬂ’ZﬂlJ%Qiﬂﬂﬂﬂﬂlﬂ\igﬂﬂWﬂuﬂi’é}Ug“lJlllfNW‘ﬂEﬂ Iﬂﬁlﬂnluﬂﬂ'ﬁﬁﬂu’]uﬂﬁx‘]Iﬂﬁlcl“]ﬁ”iﬁﬂﬂ']ﬁ
a 4
NAADUAIIMIIATIZHANITYT MR One-way ANOVA (Analysis of variance)
v 4
Nszaurivdinyneana 0.0s Tumsnageuwu Muszdedusivesimnsougiilowine
s . [ é Y J g’z A Y 1a a [
@Iﬁ’f’)ﬂulﬂ A1 Sig. 1NNV 0.02 HIUDYNIT 0.05 uuﬂahlﬂﬂgm‘ﬁaumgmwaﬂ (H,) uag
[ a 1 { ] 1 v Aa &’ 1 [
Vlﬁjﬂﬂmﬁﬂﬁﬂﬂﬁﬁiuiﬂﬂ (H1) UUWWAIIUIN uﬂﬂaﬂﬁmuimlummﬂauiwmmﬂ@mﬂu

ANUITNANAYRIgNAIIUNTOUF B 0iNe LAna1eAY

1 )

M3199 4-29 MafSeuiisuanuuana UL N aNEIN AN NINAYEIgNM

U Q

4 H
v A

D, Ao ° 0 Yy 9 Y a
511!ﬂ56ﬂ§ﬂl116\11/\l1/l‘(’ﬂ TagduunmuduIuAsINgna I 15usms

Y

ynna GEGILER lou pawnsa ANIBY
ATAUATY -

P-value

ilow 0.48005 -

P-value (0.000)**

Qause 0.02298 -0.45708 -

P-value (0.884) (0.007)*

AU 0.7426 -0.40580 0.5128 -
P-value (0.539) (0.003)* (0.748)

MNANTNA 429 HanmsnagouienlsuisuaNUIANMLLUTUYNY gl
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iouUNURANTd IANIITNANALANAINAY tazINoUNDALIDITANUIITNANALANAIINY
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o oA v Y a T o v o a Y
HI: ﬁﬁQﬂigﬁ\iﬂﬂHﬂlﬂﬁl‘H‘Uiﬂﬁ'uﬂﬂﬂNﬂu ﬂ’NiJﬂ\ﬁﬂﬂﬂﬂ“U’t)\‘lQﬂﬂW

Sunsougl iWoswnen uanaani
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13190 4-30 Llﬁﬁlﬂl“ﬂﬁlﬂ’]ﬂi}ﬂigﬁ\iﬂﬂﬁnl]fl“lfllﬁﬂ'ﬁLlﬂﬂ@n\‘]ﬂuﬂﬂﬂ'ﬂuﬁ]ﬁiﬂﬂﬂﬂﬂl@ﬂgﬂﬂW

Y A @
511!ﬂ3@‘1.]§ﬂl1]@\17‘|7]ﬂ’]

(Y Jd v [ d J—
ngszasniinana Joguszaen  n X SD t Sig.
ANITNANA
[ o A dy 9
AUTNANA wollldon 185 388 0882 2187  0.140

dg’ 1
oldwedo 115 403 0.795

7 300

~ = [ s 9 Y a [ Y]
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AITUITN ﬂﬂﬂl@\?@jﬂﬂ1§1uﬂﬁ@UEﬂ!NﬂQWV]Eﬂ LUANANNU ﬁ?u?ﬁﬂﬂlﬂulﬂuﬁﬂuﬁﬁTu
Aaa Y o d”
nana lagail
A v a Lg A o Y 4 1 Y v v A
H,: LWﬂWﬁﬂﬁﬂﬁuﬁlﬂcﬁ@L“Wf)uuﬂslfb"l]igIﬂ“ﬁul!ﬂﬂﬂ’l\‘]ﬂu AITUIITNHNAVDI
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Qﬂﬂ’liWHﬂifJUgﬂlﬂJ@ﬁWﬂﬂ’l U]JJLWIanQﬂu
A w a Lg A o Y 4 1 Y v v A
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=i = A o X ' v o v o A Y
MTNN 4-31 L']E"EJ‘ULﬂﬂﬂ!ﬁﬂﬂﬁﬂ@]ﬂﬁﬂiﬁ]%@Lmﬂ@]”l\iﬂi!ﬂ‘ﬂﬂ’ﬂiﬁ]\ﬁﬂﬂﬂﬂ“]]ﬂﬂgﬂﬂ"l

Y A o
j'luﬂi'ﬂllglll‘llﬂqwmﬂ']

v A p—

IMANANHNAARANNIIZNANA IMiANa n X SD t Sig.

v A

ANNAITNANA \‘NHLL@]INWH 19 3.71 0.902 0.934 0.459
AUV 20 387  0.758
asuilsyan 44 376 0.831

9

IUAN 5 400 0612
NUNINTTY 79 403 0.892
T5ai5eu

=1

YIoaau

1Jsgnoums

1Jszau 133 3.98  0.847
9 A

U

33U 300

d’ = d' v A &' 1 [ [
1NAT1T NN 4-31 WﬁﬂWi!‘Iﬁ'EI‘UWIEITJL?WJWﬁﬂﬁﬂﬁui%%@l!@lﬂ@n\iﬂuﬂﬂ
[ Yy 9 A @ o Ao a 4” 9
ﬂ'ﬂll%\‘lﬁﬂﬂﬂﬂﬂl@\?@'ﬂﬂ151uﬂi@ﬂgﬂmﬂ\iwcﬂﬁﬂ Iﬂﬁﬁnl!uﬂﬁﬂJLWﬂWaﬂ@]ﬂﬁuiﬂ“ﬂ@Iﬂﬂﬁl%

NENMINAADUAIBNIAATIZHANNUYTUTINMAURYT One-way ANOVA (Analysis of

v a

{ v o o a 1 1 j‘ a
variance) ﬁﬁ%ﬂﬂuﬂﬁ1ﬂiy‘ﬂﬁﬁﬂﬁ 0.05 Tumsnageunun mmwaﬁuﬁ'wm%’mmaugﬂ

A o 1 . 1 o = J g a Y o a v
LN@Q‘WTIEJW]EI’EJ@]%J UM Sig. ININY 0.459 FININNIT 0.05 uum‘l%amuaumgmmﬂ (Hy)

a

a a 1 { o ¥ 4 o 4
uaz IdUGasauudgiuses (H,) nueanuin mauanaadulagorownldise Tom

HANANNUANNITNANAVEIgNAI IUNsoUgdowine Tuuanaiany

v v
= 1

auuAgIun 3 alsraunamsamaninanemsusmisauysmsni lvina

Y 9
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AHITNANAUVDIGNA 511!ﬂ5@‘].]3ﬂ!1|@\11/‘”/]81 I8

Jq a o a

1&1¥msBnT1gHANaA0 B ITINY

. . . A 9 a
(Multiple regression analysis) Taaaonlgmaiin Enter

A [ 4 =< k)
mInadevauyAgIudIUlszauNINIAa1AeIAI I (7Ps) Hetlsznou e

a [ 4 { 1 =y
MUNANNUN (Product), A1431AT (Price), S1UADIUNYTLABVMST (Place), MumIaaas
M50 (Promotion), AMUNTZLUIUNT (Process), ATHYAAINT (People), ATUN1BNN (Physical

Evidence) wisul¥mnageuny Multiple regression analysis ﬁszﬁuﬁﬂmmy 0.05

Tagazsiminaaouluuaazdiu
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a r'd ~ o ' IS <3
msansedseuneuduunalvdseauniamsaaia 7Ps asoeuily

9
Yo A

AuyATIUNNEDA laaail
a d' 1 d’d J a o d' o Y a
qUUATIUN 3 ﬁauﬂizﬁumﬁmiﬁmﬂ‘nuwaﬂE)mimmiﬂmmmiﬂﬂﬂmﬂﬂ
[N Yy 9 A o
AITHIITNANAVDIPNAN 'imﬂ'iaugﬂmmvmm
v 1= 1 a a A [ Y a
H: ﬁauﬂizfmmﬁmiﬁ’mﬂUlaJiJNammimmﬂm‘uiﬂﬁ‘ﬂ‘nﬂmﬂﬂ
v o A Yy 9 A @
AHITNANAUDIGNA ﬁTuﬂﬁ@Ugﬂ!N@QW‘V]ﬂT
v A

H,: fuilszaumemsaaiaiinanemsusmsauyimsnmldinannuesning

Y ¥ Ao
VONGNA imni@‘ugﬂmamwm

{ o o 1
AN 4-32 WA Multiple linear regression analysis nageuANUTUNUTVOIaUYTT AN

NNMIANIANUANVIENANAVBIGNAIS 1UNTOUF DN

Unstandardized Standardized Tole
Model t Sig. VIF
coefficients coefficients rance
Std.
B error Beta
Constant 0.496 0.210 2.359 0.019
Han R 0.484 0.067 0.456 7.202  0.000**  0.351 2.850
FINAUM 0.228 0.069 0.204 3.299  0.001*%*  0.367 2.727
amu‘ﬁ 0.155 0.063 0.141 2.448 0.015% 0.424 2.357
sgnoums
MIAUATUNTUY 0.018 0.047 0.016 0.380 0.705 0.801 1.249
NITUIUNMT -0.019 0.060 -0.017 -0.313 0.754 0.481 2.077
1UAAINT 0.089 0.062 0.080 1.422 0.156 0.439 2.277
NYNIN -0.031 0.051 -0.028 -0.616 0.583 0.658 1.519
R 0.768
R square 0.590

Adjusted R square 0.580
F-ratio 59.99

Durbin-watson 1.854

. A o v A
aulsany Ao (ANWAITNANA)

* P-value < 0.05
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NAT NN 4-32 mﬂwamsma@umiaﬂa@a@qmjﬂm (Multiple linear regression)

9 Y any " A v A (=} [ v v A Yy 9 A [
VBYANIYIT Enter WU N@]’Jllﬂiﬂulullwaﬂ@ﬂ’ﬂﬂmﬁﬂﬂﬂWUENQﬂﬂWﬂuﬂi’ﬂ‘Ugﬂm@\iWﬂm

=< (% A (% 9 v a . Y
2g03 4 amds Ao Mudsmumsauasumsueg (Promotion), ATUNTEUIUNTT (Process),

J

MULAAINT (People), ATUAEAN (Physical evidence) Nifiead il saunansaid (Product),

q
Y =2 v

9 . 9 A 1 g’; A 1 v A [
A1U3I1A1 (Price), augounsznoums (Place) mmumwammﬁmau% ANUHUIADN

Y asy

ﬁ”lﬂ"liﬁﬂy”Iﬂ”liﬂﬂﬁ’@‘ljﬂ”liﬂﬂﬂﬂm‘?fﬂwnﬂm (Multiple linear regression) 1119nATIA875

ewe

D.

. % a [ 4
Stepwise 198373 13H @80T AUNEATUN (Product), #1131 (Price), MuaaIuA

~ =) Y v Jdo A [ dy
Uszneums (Place) IW&3 3 917 mllﬂwaawmqmsww 4-33 AU

{ o o [
AT19N 4-33 WA Multiple linear regression analysis nageuANUTUNUTVOIAUUTT AN

NIMIAAANUAMNITNINAYEIgNMI3 unTeugLilioarineg

Unstandardized Standardized Tole
Model t Sig. VIF
coefficients coefficients rance
Std.
B error Beta
Constant 0.540 0.172 3.133 0.002
Han R 0.494 0.063 0.466 7.804  0.000%*  0.392 2.549
FINAUM 0.254 0.065 0.227 3.925 0.000¥*  0.416 2.404
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